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The present study compared the levels of commitment to the organizations, work system and staff appraisal 
among 700 land tax staff working in Malaysia, using a questionnaire survey. The results indicate there are 
significant differences of staff organizational commitment and work system between state governments. It 
shows higher levels of commitment and work system result in higher levels of collection. Findings also reveal 
that staff commitment and work system are highly correlated with the organizational billing procedure, 
ollection methods, managing land taxpayer accounts, enforcement and staff appraisal. 
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INTRODUCTION 
Land taxes contribute significant revenues to the Malaysian state governments. State governments rely greatly on 
self-generated revenue for the development of the states and in most states, land taxes are the highest significant 
contributors to the amount of states' self-generated revenues. However, as highlighted in Nor Aziah, Hasseldine 
and Hodges (2004) as shown in Table 1, there was an alarming decreasing trend of land tax collection 
performance for all states in Malaysia, which need immediate attentions by all parties, by either researchers or 
policy makers to find solutions or suggestions to encounter the issues of uncollected land tax arrears. 
Table 1: Percentages of Land Tax Collections from 1996 to 200 1 
1996 1997 1998 1999 2000 2001 All years average 
,, Johor 84.3 70.3 55.2 46.1 36.9 36.0 54.8 
Melaka 65.0 65.9 50.9 47.5 52.6 56.4 
[ Negeri Sembilan 79.0 67.8 72.7 67.5 76.3 48.1 68.6 
: Selangor 63.2 64.9 66.4 60.1 64.9 71.2 65.1 
2 Pahang 58.9 55.7 56.7 57.1 
Perak 57.0 5 1.5 51.0 53.5 54.9 57.4 54.2 
Pulau Pinang 91.7 88.4 82.5 78.2 70.5 67.3 79.8 
Kedah 70.6 73.4 67.4 57.1 56.4 56.8 63.6 
Perlis 81.4 66.5 59.6 53.6 50.7 49.8 60.3 
r Kelantan 66.4 68.1 65.1 66.4 66.3 70.5 67.2 
Terengganu 54.6 44.4 48.0 37.2 33.7 32.4 41.7 
Average 72.0 66.0 63.4 57.2 55.8 54.4 61.5 
Note: Data was collected in person by the authors. 
Figures expressed are: Current year land tax collection + current year arrears collection 
Amount of current land tax assessed + accumulated arrears 
The nature of land tax is essentially different from income tax. Under a land tax regime, landowners are imposed 
;. with land tax, whereas for income tax reporting, taxpayers file a paper/electronic tax return containing their 
; reported income. For land tax, the state governments determine the amount of land tax for each landowner and 
notify the owner of the tax owed. However, despite a lower opportunity for non-compliance, reports suggest there 
L are still high levels of uncollected land tax revenue. 
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Due to that, this study focus on the aspect of organizational commitment, whereby land tax staff commitment and 
attitudes to their work system are measured and evaluated, as these two aspects are believed to lead to a better staff 
as well as state governments' collection performance. Besides motivation and work system, the staff are also asked 
to evaluate the current status of their land tax administration system and staff appraisal. The results is hoped to 
increase staff motivation as well as improving organizational work system, which indirectly could lead to a better 
collection performance. Opinions on land tax administration system are essential in analyzing the current land tax 
administration system in the views of land tax staff. 
The remainder of this paper is structured as follows. The next section briefly discusses on the reviewed literature. 
Employees' organizational commitment, organizational work system and staff appraisal are discussed. Section 
three discusses on the research method. Section four reports the results and section five offers some brief 
conclusions and limitations of the study. 
LITERATURE REVIEW 
Employees' Organizational Commitment 
In terms of previous research, employee commitment has been one of the most popular organizational research 
subjects during the last three decades (Porter et al. 1974; Mc Elroy and Morrow 1993; Benkhoff, 1997; Carmeli 
and Freund, 2004; Riketta and Landerer, 2005). The main reason why employee commitment has experienced 
such widespread popularity is its assumed impact on performance (Benkhoff, 1997). Porter et al. (1974) define 
organizational commitment as "the relative strength of an individual's identification with an involvement in a 
particular organization." They conceptualize organizational commitment as a singular construct comprised of 
multiple attitudes on the part of an organization's employees, such as loyalty to the organization, willingness to 
exert effort on behalf of the organization, congruence of individual goals and values with those of the 
organization, and desire to maintain membership with the organization. 
Mc Elroy and Morrow (1993) in his study on insurance agents' commitment and job performance reveal that 
enhancing commitment to the insurance sales profession appears to have a several impacts. They conclude that the 
impacts are on how agents view their jobs, their attitudes, and their performance, as reflected in their annual 
income. In the context of this study, employees who are highly committed to organizational goals and value are 
regarded as having strong motivation to improve land tax collection performance. Meanwhile less committed 
employees are perceived to have less interest and are always satisfied with the present situation. 
High-Commitment Work System 
Beer et al. (1984) emphasize that high commitment work system will often increase the employee's 
responsibilities and result in substantial improvements in commitment, competence and cost-effectiveness. 
Walton (1985) concludes that well-executed changes in work system design could broaden employees' 
responsibilities and result in improvements in performance. Batt (2002) convinces that high involvement work 
system enhances motivation and commitment. Practices related to employee development and training, 
participation and empowerment, information sharing and compensation systems are most often relate to high 
involvement or high performance work systems approach. 
Staff Appraisal 
Since high quality performance feedback should be one factor that helps organizations retain, motivate and 
develop their employees (Mount, 1983), there is greater likelihood these outcomes will occur if employees are 
satisfied with the performance appraisal process, feel they are treated fairly and support the system (Miller, 2003). 
McCampbell et al. (1999) examine staff appraisal by analyzing the impact of the selection of seniority versus 
merit promotion system between Thailand and the USA. 
METHOD 
Research instrument and sample 
For the purpose of data collection, a mail survey was conducted for this study. The research questionnaire was 
carefilly constructed and piloted. The questionnaire was divided into five sections. The first section is to measure 
the commitment of the staff toward the organization. The second section is to measure the perception of the staff 
toward work design systems practiced in the organization. The thlrd section of the questionnaire is to analyze the 
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,erception of the staff toward land tax administration systems. 
:xamine the perception of the staff toward staff appraisals and 
;haracteristicS of the respondents. 
The fourth section of the questionnaire is to 
the fifth section is to obtain the demographic 
The instrument of this study consisted of a 51 Likert-item questionnaire, which was designed to assess the 
ception based on the above sections, except for demographic. The instrument utilized a five-point scale that 
ged from strongly disagree (1) to strongly agree (5). 
or the commitment construct, the questions are adopted from Organizational Commitment Questionnaire (OCQ), 
eveloped by Porter et al. (1974). This questionnaire has also been adopted by other research (e.g. Mowday et al., 
982 ; Tayib,1998; Nor Aziah et al., 2001; Riketta and Landerer, 2005) . The criteria of work system introduced 
y Beer et al. (1984) and Walton (1985) are used in measuring the work design systems of land offices. The 
uestions designed to evaluate land tax staff perceptions towards land tax system in hidher organizations are self- 
eveloped, based on the criteria highlighted in the Nahappan report (1970). 
1 Malaysian land tax staff involved in land tax activities is the subject of this study. Land tax activities are 
ned as those dealing with land tax collection, records and accounts, and enforcement of land tax. This means 
a comprehensive survey was carried out involving one hundred percent of the staff involved in all aspects of 
tax activities. The questionnaires were sent to the respective Heads of Land Offices with a covering letter 
aining the purpose of the research. There are 96 land offices in Malaysia and questionnaires were sent to all 
offices. 751 questionnaires were sent to each land office and they may photocopy if there are more staff 
volved in land tax activities. Out of this, 420 questionnaires or 56% are completed and usable in this study. 
For testing non-response bias, we compared mean responses of the last 42 returned questionnaires with the balance 
of the respondents. These 42 returned questionnaires represent 10% of the total 420 usable responses. The results 
show no significant differences between the late and early respondents in a geographical area (p=0.242), 
organizational commitment (p=0.255), high-commitment work system (p=0.578), races (p=0.530), level of 
education (p=0.315), period of services k 0 . 4 9 2 )  and department k0 .408 ) .  Significant differences are found in 
age, gender, employment status and occupation (where the majority of late respondents are male, older age, 
managerialJexecutive position and permanent staff, as compared to early respondents). Validity and reliability tests 
1 were conducted and the instrument was further refined and expanded. 
RESULTS 
Table 2 shows the demographic characteristics of respondents to the staff questionnaire. Of the 420 respondents, 
41% are male and 59% are female. Virtually all respondents are Malays (98.6%). 
Table 2: Demographic Characteristics of Respondents 
Frequency Percentage Frequency Percentage 
Gender: Level of Education: 
Female 246 58.6 LCEJSRP 4 1 .O 
Male 174 41.4 MCEJSPM 
Total- _ 420 100.0 HSCJSTPM 
Race: I Diploma 





0.7 Others 2 0.5 
98.6 Total 420 100.0 
0.2 Years in service: 
Total 420 100.0 Less than 1 year 5 3 12.6 
Age: 1 - 2 years 73 17.4 
16-25 82 19.5 3 - 5 years 78 18.6 
26-35 94 22.4 6 - 10 years 94 22.4 
36-45 139 33.1 10-20years 85 20.2 
46-55 103 24.5 More than 20 years 37 8.8 
Above 55 2 0.5 Total 420 100.0 
Total 420 100.0 Employment status: 
Marital status Permanent 32 1 76.4 
Single 98 23.3 1 Temporary 3 9 9.3 
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This result is an example of a very low involvement of non-Bumiputra, especially Chinese, in the Malaysian 
government sector. The sample shows that three quarters of the respondents are married. Two-thrds are MCE 
holders, and 76% of the respondents are permanent staff. 
Mamed 316 75.2 
Divorced 5 1.2 
Other 1 0.2 
Total 420 100.0 
DepartmentIDivision: 
Revenue Collection 3 06 72.9 
Billing 32 7.6 
Records/Accounts 64 15.2 
Enforcement 18 4.3 
Total 420 100.0 
When analyzing land tax staff commitment, Table 3 shows the respondents' perceptions toward work commitment. 
In general, the respondents agree that the organizations they work for are inspiring organizations. The item "this is 
the best organization of all to work for (C4)" is rated the highest. The mean is 4.4 with over 95% of the 
respondents ranking this as strongly agree or agree reason. On the other hand, the respondents do not have a strong 
opinion regarding two related items "I always find it easy to agree with this organization's policies" and "I find 
that my values and the organization's values are very similar" with the means of 3.3 and 3.5 respectively. The 
results show that the staff are uncertain with their position as part of the organization. This could be an indicator 
for the land tax administrators to consider staffs opinions and suggestions in their policy making or changes 
imposed to the organization. 
Contract 44 10.5 
Part-time 16 3.8 
Total 420 100.0 
Occupation: 
Managerial, Executive 22 5.2 
Engineering, Techca l  6 1.4 
Administrative, Clerical 365 86.9 
Other 27 6.4 
Total 420 100.0 
Table 3: Land Tax Staff Perceptions toward Work Commitment 
Mean SD 
C1 I am proud to tell others that I am part of the organization 3.96 .75 
C2 I tell my friend this is a good organization to work for 3.86 .67 
C3 I am extremely glad I choose this organization to work 3.52 .83 
C4 For me, this is the best organization of all to work for. 4.37 .60 
C5 I am willing to put in a great deal of effort beyond that normally expected 3.87 .75 
C6 This organization really inspires the best in me in the way ofjob performance 3.78 .73 
C7 I find that my values and the organization's values are very similar 3.47 .8 1 
C8 I do really care about the fate of this organization 3.98 .78 
C9 I would accept almost any type of job assignment 3.51 .86 
C10 There is much to gain by staying in this organization 4.04 .74 
C11 It would take a lot of changes in my present circumstances to cause me to 
leave 3.48 .85 
C12 Deciding to work for this organization was the right decision 4.12 .66 
C13 I always find it easy to agree with this organization's policies 3.34 .77 
Average mean 3.79 
In assessing mean differences of the perceptions of land tax staff toward organizational commitment, analysis of 
variance (ANOVA) of land staff organizational commitment between state governments was significant (F- 
statistic = 1.85, p = .051) pointing to a difference in work commitment attitudes between states. Post-hoc testing 
shows that Pahang is significantly different (sig.=0.005) from Perak, while other states generally are similar. 
Pearson Chi-Square statistics show a significant correlation between states, collection performance and staff 
commitment as shown in Table 4. The result shows a significant correlation between state governments' 
collection performance and staff commitment. The majority of the high commitment staff are from states with 
high collection performance. Ths  result is similar to that found by McElroy and Morrow (1993). 
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Table 4: Collection Performance and Staff Commitment between State Governments 
Eol~ection Performance Pearson Chi-square 12.028 6 .06 1 
Table 5: Land Tax Staff Perceptions towards High-Commitment Work System 
Job rotation always happen in my department 3.59 .83 
I the pay here is according to employee's skill 2.51 .95 
[ My fellow employees often evaluate my work 2.94 .92 
, Self-or-peer review is our practice in this department 2.93 .94 
Staff will cover vacancies in a flexible manner 3.57 .80 
My department is concerned about learning and personal development 3.40 .94 
We work as a team in this department 4.00 .7 1 
Status differences in my department are minimized 3.55 .83 
Employees in my department are encouraged to give ideas in decision-making 3.56 .89 
There are regular training sessions 3.24 .93 
Regular information to help with my job is provided 3.63 1.58 
[, We have weekly quality circle meeting 2.84 .95 
analyzing land tax staff work system, a One-way ANOVA indicates there is a significant difference (F- 
= 2.041, p = .028) between the state governments on the perceptions of staff towards a high-commitment 
system. In comparing land tax collection performance (hgh vs. low) and perceptions of the work system for 
as shown in Table 6. Pearson Chi-S~uare results show a significant association between state 
& Table 6: Collection Performance and Work System between State Governments 
lrder to analyze respondent's perceptions about aspects of the states' land tax systems we ran a One-way 
3VA. The results in Table 7 indicate that there are significant differences between states regarding land tax 
perceptions toward billing (F-statistic = 2.871, p = .002), collection (F-statistic = 2.2.786, p = .002), 
aging taxpayer accounts (F-statistic = 1.934, p = .039) and technology (F-statistic = 3.487, p = .000). 
"ever, there was no significant difference between states concerning the perceptions of land tax staff with 
rd to the enforcement activities employed by state governments. 
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Table 7: One-way ANOVA of Land Tax Staff Perception towards Land Tax Adrmnistration System 
Sum of Squares df Mean Square F Ratio Sig. 
Billing 
Between Groups 7.714 10 .77 1 2.871 .002*** 
Collection 
Between Groups 8.820 10 .882 2.786 .002*** 
Managing Accoun t 
Between Groups 8.159 10 .816 1.934 .039** 
Enforcement 
Between Groups 4.457 10 .446 1.605 .lo3 
Technology 
Between Groups 5.1 17 10 .512 3.487 .OOO*** 
***p<0.005 
The final aspect to be tested is the effect of perceptions of land tax staff towards staff appraisal. The result of a 
One-way ANOVA for mean differences of attitudes towards staff appraisal in Table 8 shows that there is a 
significant difference (F-statistic = 2.359, p = .010) between state governments. Land tax staff in Terengganu has 
the highest mean of 3.5. The lowest mean of the perception towards staff appraisal is land tax staff in the Melaka 
state government with a mean score of 2.9. 
Table 8: One-way ANOVA of Land Tax Staff Perception towards Staff Appraisal 
Sum of Squares d f Mean Square F Ratio Sig. 
Between Groups 5.346 10 .535 2.359 .010** 
Withn Groups 92.684 409 .227 
Total 98.030 419 
In analyzing relationship between land tax staff collection per and perception towards staff appraisal, Table 9 
indicates that 136 of the staff (67.7%) with hgh  appraisal contribute to a high commitment staff and 84 of the 
respondents (51.5%) are categorized as low appraisal low commitment staE Result of Pearson Chi-Square shows 
a very significant correlation between staff appraisal and commitment. 
Table 9: Cross-tabulation of Staff Commitment and Staff Appraisal 
Low appraisal High appraisal 
Staff Commitment Low Commitment 84 65 
51.5% 32.3% 
High Commitment 
Value d f Asymp. Sig. (2-sided) 
Pearson Chi-Ssuare 13.717 1 .OOO 
CONCLUSION 
This study examines whether state governments with higher levels of commitment and perceived better work 
system have higher levels of collection. Employees who are highly committed to organizational goals and values 
are regarded as having strong motivation to improve land tax collection performance. The result shows a 
significant association between state governments' collection performance and land tax staff commitment. The 
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ent on the land taxpayer is rather costly, state governments could focus on developing staff motivation. 
emore, result of ANOVA shows there is a significant mean difference between state governments with 
d to land tax staff organizational commitment. Pahang is significantly different (sig.<0.01) than Perak whlle 
r states generally are similar. Perak staff have the highest work commitment among the states with low 
&on performance and Pahang is considered to have the lowest work commitment staff among states with 
collection performance. It gives evidence that higher commitment of the staff could lead to a better land tax 
commitment is also significantly correlated with work systems. This is in line with Beer et a2.k (1984) 
. They highlight that high commitment work systems often increase employees' responsibilities resulting in 
payment system On the other hand, the least preferred option is for land taxpayers to be allowed to pay 
result also shows that almost 70% of the staff believe that staff promotion in their department is merit-based. 
may indirectly encourage the land tax staff to perform better to enhance the i~  chances of promotion. 
ever, about 42% of the staff believe that their department uses a seniority-based promotion. The results also 
that staff appraisal is significantly correlated with land tax staff commitment. Land tax staff with a high 
wis, 1982). Information provided by respondents on actual behavior is potentially incriminating, and thus 
ly to be misrepresented (Hanno and Violette, 1996). 
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work system. In relation to the collection performance, it shows a significant difference between states with 
collections and states with low collections. Further analysis could be done to investigate the relationship betw 
commitment, work system and collection performance. The research design adopted in this study in investiga 
staff commitment, work system and staff appraisal is cross-sectional in nature. It therefore could not examine 
effects of changes in aspects of commitment, work systems and appraisal that may have taken place over a pe 
of time. A longitudinal study of the proposed model could be examined in order to build a solid ground for 
studied relationship and reinforce the theoretical underpinnings of this research. 
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